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Nowadays, University students mostly have been exposed to technology tools. In University 
life, the student makes a lot of reports. By doing a lot of reports student must face a manual 
record. The manual record would take a little bit longer to do it, by searching and seeing people 
who conduct the problem. In a manual record it takes a lot of paper to do, A person in charge 
takes time to track a record of the report. Sometimes in student life must make a request item for 
an event or even personally. Doing a manual record, it hard for them to do it because, in today’s 
world, millennials are always equipped with smartphones or gadgets. So, it must have an 
alternative way to help them in doing of report or request item. In the alternative, it can reduce 
the time by making report other ways is organized the paper of report so it would save some 
space. It can track records in easy ways is also one of the alternative ways. The proposed 
system is a web-based system for University students. This system will help the student to make 
a report or request the item. In this system, the student can track the status of record reports 
or request items. I hope this system will be effective in the future by helping them in easy ways 
to make a report.
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CHAPTER 1: ITRODUCTION 
 
1.1 Introduction/ Background 
 
FCSIT is a Faculty of Computer Science and Information Technology, in this faculty 
lecturer and students can make a report and booking request. G13 is the name of a group that 
conducts under Technical Office that manages in Faculty Computer Science and Information 
Technology in report or booking request item. To make a report they must go to G13 the 
technician room. G13 is the name of a group represent technician IT in this faculty. There were 
five levels at G13 groups such as network, hardware, building, personal computer and projector 
or audio. For network their solve what relate server working. The hardware they managed if 
new equipment comes to faculty. Building if there was a problem on a table or chair, etc in 
class may be broken also can make a report through them. For projector or audio in class not 
working they can help to solve it. If there were people inside the room, it can help but if there 
is no one inside the room it can lead to the problem. If someone who wants to make a report is 
lecturer or student of FCSIT they would know where they want to refer the problem but if the 
lecturer faculty outside, they don’t know so, there is not organized the flow. 
System helpdesk is a web-based will develop to help faculty to manage on the reported 
side under equipment faculty. Super admin will supervise this system lecturer or students can 
make a report by using this system. Staff or super admin will get the notification after a student 
or lecturer make a report, the notification is used to tell the staff so that it does not go unnoticed 
and overlooked. To complete the task, it will show that step by step to complete and that lecturer 
or student can see if it takes too long to solve the problem the lecturer or student can request 
another room. 
On the report it will have date and time, staff or super admin will check when the user 
making a report. This system will available online so a user can make a report after office hours 
and sometimes students have a replacement class at night. 
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1.2 Problem statement 
 
Currently, this time doing a report using a manual method by going to G13 room and ask 
for someone to solve the problem. Sometimes by going to the room of G13 there was no one 
inside, the lecturer or student who want to make a complaint must wait until someone comes 
and it will take a longer time to solve. It also can cause a lecture class because it will drag some 
time to solve the problem. Make a report using manual by seeing of using email sometimes 
staff or super admin will overlook the problem than the problem will not settle until someone 
make another report on the same problem. The manual report cannot store the data so at the 
end of the month they do not have a monthly report and it will not show the statistic complaint 
or report. By seeing the statistic super admin or staff cannot predict which the most part can 
cause the problem. 
Sometimes lecturer from other faculties teach in this faculty and if something going wrong 
on the day, they teaching they do not know where to report this problem and it effect time 
teaching on the class. The lecturer from the outside FCSIT faculty they do not know the G13 
room so it will cause drag of so time in class. Sometime in exam also happen for the same 
problem. For G13 they do not know the complaint is student or lecturer if lecturer its outsider, 
so the process still makes the time a little bit longer. 
Using a manual report doesn’t have a date or time so if staff or super admin want to check 
the problem will cause difficulty to find it. No black or white paper then no one is supervised 
manual report, so it is not an organized method. Sometimes lecturer want to do a replacement 
class after working hour, so certain lab room or tutorial room did not have a full equipment like 
speaker or projector or did not work one of the lecturer cannot make a report because no one is 
supervised the room it can cause another problem when something happens when lecturer 




This Helpdesk system is designed to use by a community of FCSIT users that act as an 
improvement manual method for them to manage the FCSIT. By having this Helpdesk system, 
the staff or super admin can easily manage the data report and their progress report and only 
staff or super admin can manage this system. 
The main function of this Helpdesk system is to enable the lecturer or student to make 
a report and view the progress task record. This system will help reduce time to make a report. 
Deliverable this system can work functionally, so the user will get the information easily. 
1.4 Objectives 
 
1. To provide students a platform to file complaints and request items in FCSIT. 
2. To create a database for inventory check.  
3. To test the usability and functionality of the system. 
 
1.5 Brief methodology 
 
Rapid Application Development (RAD) is chosen as the methodology for this project. 
It is because RAD can reduce development time which is suitable for this project that has short 
and limited time to develop. RAD uses an iterative approach and prototyping to speed 
application development. RAD puts clear focus on prototyping, which acts as an alternative to 
design specifications. (Spencer, n.d.) 
 
 
Figure 1.1: Rapid Application Development (RAD) Model (Reynolds, n.d.) 
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• Analysis and Quick Design 
 
The first phase is for this project, it is important to find out the suitable title and collect as much 
as possible information that related to the system such as what is this project about, how the 
process of this project should be and the target users. Besides, developer also can start analysis 
and review the current existing system for reference. (Singh A. , 2019) 
 
 
• Prototype Cycles 
 
In this phase, develop, demonstrate and refine are the three steps that will keep iterate if changes 
are required. For the development process, this system is developed start from scratch which 
includes the coding, user interface and the system integration to create a prototype. Prototype 
circle will start turn around one time and after refining it the developer can create a 
questionnaire to give for user, after receiving a feedback from user the process will be refined 





In this phase system will be tested if the requirement or objective have been complete working 
or not. As most of the programming components have been tested before, it reduces the risk of 
potential problems at the end of the process. The functionally of this system will be evaluated 





The last phase is implementation phase. This is the phase were the new system is being 
deployed and introduced. After completed all the testing, the application will be deployed to 
user environment. 
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1.6 Significance of Project 
 
• To reduce time and easier for user want to make a report or complaint. 
 
• Can make report or complaint in anytime. 
 
• It can make easier for staff or super admin track the problem by using date and time. 
 
• Can make a monthly report or tag for the new equipment. 
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Figure 1.3: Timeline Project 
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1.8 Expected Outcome 
 
At the end of this project, it can store a report of FCSIT community. This system will 
be beneficial to the staff or super admin at FCSIT as they can manage the data and information 
efficiently. They will spend less time managing and searching for all the documents and 
information. Staff or super admin can easily access and search the intended documents or 
information without referring other staff just by using the system. 
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In this chapter, it covers more on reviewing and discussion of progressive web apps 
and several existing ticketing support systems which are related to the proposed system in 
order to justify the needs of the proposed system. From the analysis of the system application’s 
features and functionalities, comparison is between two existing system and the proposed 
system. The comparison and analysing the existing system will give a clearer idea about 
requirement needed by the user and what improvement will be done to overcome the limitation 
of the existing system 
2.1 Review of Existing System 
 
The existing system was reviewed and discussed in this chapter to support the 
production of the proposed system. The proposed system will be compared to the existing 
system and published study/website. One of the comparisons will be in the website UNIMAS 
support portal, Fresh Service Desk, Yeti Force Website, UV desk Website and Jira Service 
Desk website. These existing systems and websites were selected as they fit several of the 
criteria of the proposed system. Each of the existing system has a different features and with 
the different features it can combine into the proposed system. 
 
2.1.1 Current Time Method flow 
 
For the current time in the Faculty of Computer Science and Information Technology, 
it doesn’t have a system to make a report or complaint, but it can make a report by using a 
manual method. The manual method is by seeing a technician or staff and tells what the 
problem is. It takes time to solve the problem. Using the manual method, it is hard to keep track 
the problem, if a student or lecturer make a report using a social media such as WhatsApp or 











































Figure 2.1: Workflow Current System 
 
 
This Figure shows the workflow of the current system. For a user to make a complaint 
report or request item in FCSIT the user must go to the room of G13. Then see the person and 
tell them what are the complain or request that the user wants to create. After that, the user 
must fill the form complaint report or request an item to create it. The person who handles the 
room of g13 will provide the form for the user to create a complaint and request an item. If 
the complaint of the report was a minor problem the person of group g13 will directly solve 
the problem and if the major problem, it will take time to solve the problem. For request, form 
the user must take the sign from the supervisor to the lecturer to request the item. The signature 
of the supervisor is important to prove that the lecturer is aware and proof of student request 
item of the faculty. 
           The flow of the new inventory is for admin. To add new inventory FCSIT has 
a system that to store the data of inventory that has received for faculty. That system can only 
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2.1.2 UNIMAS portal support 
 
University Malaysia Sarawak UNIMAS portal support is a system to make a report or 
complaint but it is not covered the report facilities in Faculty Computer Science and 
Information Technology. The main purpose of this system is to report or complaint in general 
such as a streetlight, damaged roads, etc and it also provides information about University 









Figure 2.2 to use this system first they have to log in first. Log in user id number and 
matric number it is because to detect the user if student, lecturer or super admin. If super 
admin they can access all the information in this system. 
Student or lecturer, it will appear like figure 1. On the left column, it has only a button 
to Create New or Check Ticket status. It also has a search text field at the center and it will 





Figure 2.3: Form create complaint UNIMAS Portal 
 
Based on the figure 2.3 above user have to fill the details to create a new ticket. Personal 
details will automatically be filled based on the matric number when the user log in the portal. 
First, choose the feedback type based on the complaint. Then explain the ticket details of the 





Figure 2.4: Checklist Details 
 
Figure 2.4 using this system after the user makes a report or complaint it will appear on 
other page Ticket Details, Ticket Status, Message, and ticket Timeline. A ticket number is the 
number of your report, it will detect the problem solved or not by using the ticket number with 
the new report. For the new report or complaint of the user make it will display new on ticket 
status and for a ticket, the timeline is the process flow until it finished.
